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With increasingly aggravate competition from the life-insurance industry, 
life-insurance company,  especially small companies, face more and more stress. 
Thus, improving service quality and customer satisfaction has become one of the most 
important choice for them to gain competitive advantages. 
This thesis take the FuJian branch of TaiKang Life as object, and probes into 
questions as follows: the status quo of customers’ satisfaction, who are unsatisfied, 
what cause un-satisfaction and what would happen if customers are unsatisfied. On 
the basis of above analysis, the thesis would promote suggestions correspondingly. 
This thesis is arranged as follows. 
Chapter one: introduction. This chapter briefly introduces the research 
background, research contents, research meaning and research framework. 
Chapter two: literature reviews.  At first, this chapter introduces relative 
concepts such as customer satisfaction, customer loyalty, life insurance. And then,  
this thesis briefly introduces researches on customer satisfaction ,customer loyalty and 
customer satisfaction about life insurance. 
Chapter three： Methodology of research. Chapter three briefly introduced the 
measurement instrument、questionnaire design, sampling design and data analytic 
methods. 
Chapter four: Data analysis. The chapter focus on questions about the status quo 
of customer satisfaction, differences between satisfied customers and unsatisfied 
customers, factors cause dissatisfaction and the relationship between customer 
satisfaction and customer loyalty.  
Chapter five:  conclusions. on the basis of above analysis, the thesis would 
promote suggestions, especially from aspects of  after-purchase services and staff 
quality.  At last, This chapter would conclude shortages of the research, and promote 
suggestions for further study. 
 
 
Keywords: TaiKang life ; FuJian branch ；  life insurance;  customer 
satisfaction；empirical study.  
带格式的: 标题 1




带格式的: 字体: (中文) 黑
体, 小三
删除的内容: 
删除的内容:  and suggestions
删除的内容: And then, on the 
basis of above analysis, the 
thesis would promote 
suggestions, especially from 
aspects of  after-purchase 
services and staff quality.
删除的内容:  the outcomes 
and
删除的内容: 


























































第五章 泰康寿险客户满意度调研建议............................................... 32 
一、提高客户满意度 ..........................................................................................32 
二、研究限制及建议 ..........................................................................................39 
参考文献 ................................................................................................ 41 
附录：问卷 ............................................................................................ 43 
致  谢 .................................................................................................... 46 
删除的内容: 2
带格式的: 字体: (中文) 黑
体, 小三
带格式的: 标题 1, 居中,
缩进: 首行缩进:  0 字符,
定义网格后自动调整右缩进,
行距: 单倍行距, 对齐网格
带格式的: 字体: Times New
Roman
带格式的: 行距: 1.5 倍
行距, 制表位: 不在  39.53
字符















































































Chapter One：Introduction ·································································· 1 
Section One：Research Background ··································································1 
Section Two：Research Contents And Methods ···············································2 
Section Three：Research Framework ································································3 
Chapter Two：Literature Review························································· 4 
Section One：Relative Concepts ·········································································4 
Section Two： Literature Review On Customer Satisfaction·························6 
Section Three：Customer Satisfaction And Customer Loyalty ······················8 
Section Four：Researches On Customer Satisfaction In Insurance Industry9 
Chapter Three：The Methodology Design Of Research On Taikang 
Life’s Customer Satisfaction ································································ 14 
Section One：Measurement Development·······················································14 
Section Two：Questionnaire Pre-test And Design ··········································15 
Section Three：Smpling Method·······································································16 
Section Four：The Procedure of Data Analysis ··············································16 
Chapter Four：Data Analysis Of Research On Taikang Life’s 
Customer Satisfaction ········································································· 18 
Section One：Sample Characteristics ······························································18 
Section Two：Data Analysis ·············································································19 
Section Three：Main Conclusion······································································29 
Chapter Five：Suggestions Based On Research On Taikang Life’s 
Customer Satisfaction·········································································  32 
Section One：Suggestions For Promoting Customer Satisfaction·············· 32 
Section Two：Limitations and Suggestions For Future Research ················39 
删除的内容: 2
带格式的: 制表位:  39.15
字符, 右对齐
带格式的: 字体: Times New
Roman
带格式的: 制表位:  39.15
字符, 右对齐
带格式的: 字体: Times New
Roman
带格式的: 字体: Times New
Roman
带格式的: 字体: Times New
Roman
带格式的: 制表位:  39.15
字符, 右对齐
带格式的: 字体: Times New
Roman
带格式的: 制表位:  39.15
字符, 右对齐





















带格式的: 字体: Times New
Roman
带格式的: 制表位:  39.15
字符, 右对齐
带格式的: 目录 1, 缩进:
首行缩进:  0 字符, 定义网
格后自动调整右缩进, 行距:
单倍行距, 对齐网格, 制
表位:  39.15 字符, 右对齐
带格式的: 字体: Times New
Roman





















































营销服务部 49 家，县域网点 58 家，内外勤人力近 7000 人，2008 年共完成保费
4.6 亿。泰康人寿福建分公司目前只开展寿险业务，业务主要集中在个人营销、
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